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The 
Division 

of 
Registration 


i  i  i  i  i  i  i 

The  Division  of  Registration  is  an 
"umbrella"  agency  which  supervises 
and  provides  services  to  32  boards  of 
registration.  The  boards  covered  by 
the  agency  are  listed  on  the  back  of 
this  brochure. 


■      1      ■      1      I      I      ■ 


The  boards  of  registration  are 
charged  with  protecting  the  health 
and  safety  of  every  consumer  in  the  Commonwealth.  Each  board 
serves  as  a  direct  link  between  the  consumer  and  the  professionals  it 
licenses. 

Each  board  of  registration  is  composed  of  volunteer  members 
appointed  by  the  Governor,  including  licensed  practitioners  and 
members  of  the  public. 

Each  board  evaluates  the  qualifications  of  license  applicants, 
grants  licenses  to  those  who  qualify,  and  establishes  rules  and  regula- 
tions that  set  ethical  and  technical  competence  standards  for  the 
professionals  it  licenses.  The  boards  also  take  disciplinary  action 
against  licensees  whose  conduct  fails  to  meet  the  accepted  standards  of 
the  profession. 

The  boards  are  responsible  for  ensuring  the  integrity  of  the 
licensure  process  for  more  than  500,000  licensees  in  45  trades  and 
professions. 


Information  about  the  Division  and  the  Boards  of  Registration, 
including  rules  and  regulations,  is  accessible  on  the  World  Wide 
Web  at  http://www.magnet.state.ma.us/reg/ 


What  does 

Professional  Licensing  of  certain  professions 

*       J  serves  both  to  protect  and  to  benefit 

llCeHSlHg  mean  you  as  a  consumer  of  the  services  a 

fnr  TY1P?  licensee  offers.  Professional  licen- 

'  sure  assures  that  a  license  holder  has 

met  certain  minimum  requirements 
for  competent  practice  in  that  profession.  Licensing  holds  that  profes- 
sional to  certain  standards  of  practice  and  levels  of  experience  and 
knowledge.  To  keep  a  license,  these  practitioners  must  continue  to 
adhere  to  the  ethical  guidelines,  standards  of  practice,  educational 
requirements,  and  regulations  pertaining  to  their  professions. 
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How  do  I  know  if 
a  professional  is 
licensed? 


You  can  check  on  the  status  of  a 
practitioner's  license  by  calling  the 
particular  licensing  board.  (Refer  to 
the  list  on  the  back  of  this  brochure.) 
You  can  also  verify  the  licensee's 
complaint  history. 

If  you  have  reason  to  believe  that  a  person  is  practicing  without  a 
license,  call  the  Division's  Office  of  Investigations  and  report  this 
information.  Any  individual  who  continues  to  practice  without  a 
license  or  after  license  suspension  or  revocation  can  be  punished  by 
fine  or  imprisonment  or  both. 


How  do  I  file  a 
complaint? 


i    I    I    I    I    ■    ■ 

While  the  majority  of  licensees 
conduct  themselves  as  true  profes- 
sionals, the  Division  of  Registration 
will  take  action  against  those  who 
fail  to  maintain  acceptable  standards 
of  competence  and  integrity.  The 
Division  receives  about  2,000  formal  complaints  each  year.  In  most 
cases,  complaints  are  made  by  dissatisfied  consumers  -  but,  dissatisfac- 
tion alone  is  not  proof  of  incompetence  or  sufficient  grounds  for 
disciplinary  action. 


A  consumer  complained 
to  the  Board  of  Pharmacy  that  a 
pharmacist  had  incorrectly 
dispensed  two  prescription 
drugs.  Upon  investigation,  the 
Board  found  the  pharmacist  had 
dispensed  the  medications 
prescribed,  but  had  incorrectly 
labeled  the  vials,  At  an  infonnal 
conference  with  the  consumer 
and  the  pharmacist,  the  Board 
determined  that  had  the 
pharmacist  counseled  the 
patient  as  required  by  law,  the 
error  could  have  been  avoided. 
In  addition  to  disciplinary  action, 
the  Board  required  the  pharma- 
cist to  complete  a  program  on 
patient  counseling  to  prevent 
future  occurrences  of  this  error. 


Grounds  for  complaints  can  include, 
among  other  things,  negligence, 
practice  beyond  the  scope  of  licen- 
sure, failure  to  adhere  to  acceptable 
standards  of  practice,  fraud,  practice 
while  impaired  by  alcohol  or  drugs, 
sexual  misconduct,  fraudulent 
procurement  of  a  license,  and  prac- 
tice while  license  is  lapsed. 

The  boards  do  not  handle 
disputes  over  fees. 

If  you  have  a  serious  complaint 
against  a  licensee,  call  or  write  the 
Division's  Office  of  Investigations 
and  ask  for  a  complaint  form. 

The  Complaint  Process 

When  the  Office  of  Investiga- 


tions receives  your  completed 
complaint  form,  it  will  begin  an  investigation  into  the  complaint.  The 
investigator  assigned  may  personally  interview  you,  the  licensee,  and 
other  appropriate  persons. 

At  a  regularly  scheduled  board  meeting,  the  board  reviews  the 
investigator's  report.  With  the  advice  of  legal  counsel,  the  board  will 

decide  whether  the  complaint 
suggests  possible  professional  miscon- 
duct which  warrants  an  informal  or 
formal  hearing.  You  will  be  notified 
in  writing  about  how  the  board 
intends  to  proceed  on  the  complaint. 

Infonnal  Conference 

If  the  board  decides  that  an 
informal  conference  is  appropriate, 
you  and  the  licensee  may  be  asked  to 
explain  the  circumstances  of  the 
complaint  to  the  board.  After 
hearing  the  explanations,  the  board 
may  recommend  a  resolution, 
dismiss  the  complaint,  or  schedule  a 


A  Swansea  real  estate 
broker  accepted  a  deposit  on  a 
parcel  of  land  in  a  planned  sub- 
division. When  the  client 
decided  not  to  purchase  the 
property  and  sought  return  of 
the  deposit  as  indicated  in  the 
Terms  for  Deposit  agreement, 
the  broker  failed  to  do  so.  The 
broker  had  never  placed  the 
deposit  in  escrow  and  had 
spent  the  money. 

The  Board,  finding  the 
broker  to  have  misused  client 
funds,  revoked  the  broker's 
license,  barring  him  from 
practice  in  the  Commonwealth. 


A  Lowell  man  contracted 
with  a  licensed  electrician  to 
upgrade  the  wiring  service  in  his 
home.  After  five  months,  the 
work  remained  incomplete,  and 
the  electrician  said  he  had  no 
idea  when  he  would  finish  the 
job.  The  frustrated  consumer 
filed  a  complaint  with  the  Office 
of  Investigations.  The  investiga- 
tor set  up  an  informal  meeting 
with  the  licensee  and  the 
complainant:  No  further  action 
was  necessary  -  the  contractual 
problem  between  them  was 
resolved  at  the  meeting. 


formal  hearing.  It  is  up  to  the  board 
to  determine  whether  or  not  there 
are  grounds  for  a  formal  hearing. 

Formal  Hearing 

In  many  cases,  as  an  alternative 
to  a  formal  hearing,  the  board  will 
attempt  to  resolve  a  complaint  by 
negotiating  an  agreement.  However, 
if  the  board  decides  that  a  formal 
hearing  is  appropriate,  it  will  issue  an 
"Order  to  Show  Cause"  to  the 
licensee.  The  order  describes  the 
allegations  made  in  the  complaint. 
The  licensee  has  21  days  to  respond. 

At  a  formal  hearing,  the 


licensee  may  be  represented  by  an 
attorney  and  may  present  witnesses.  The  board  may  subpoena  wit- 
nesses. Witnesses  may  be  questioned  by  board  members,  the  hearing 
officer,  the  board's  prosecuting  attorney,  the  licensee,  or  the  licensee's 
attorney. 


A  community  hospital 
discovered  that  a  nurse 
employee  was  taking  patients' 
drugs  for  her  own  use.  Hospital 
staff  intervened,  and  brought 
the  matter  to  the  Nursing  Board. 

The  Board  offered  the 
nurse  an  alternative  to  disciplin- 
ary action  against  her  license  - 
she  could  agree  to  enter  the 
Board's  Substance  Abuse 
Rehabilitation  Program. 

Fulfilling  the  Board's 
mission  to  protect  the  public, 
the  terms  of  the  agreement 
required  the  nurse  to  receive 
treatment  and  monitoring. 


Disciplinary  Action 

If  the  evidence  presented  at  an 
informal  conference  or  formal 
hearing  proves  licensee  misconduct, 
the  board  may  impose  discipline. 
Disciplinary  actions  include  suspen- 
sion or  revocation  of  a  license,  a 
reprimand,  a  fine,  probation,  or  an 
order  to  bring  facilities  into  statutory 
compliance,  depending  on  the 
authority  of  the  board. 

Although  the  boards  can 
sometimes  assist  consumers  in 
recovering  monetary  damages, 
discipline  imposed  by  the  boards  is 
meant  to  protect  the  public  gener- 
ally. You  may  also  choose  to  pursue 
independent  civil  court  proceedings 
against  a  licensee  if  you  seek  to 
recover  monetary  damages. 


Other 
Resources 


i    i    i    i    i    i    i 

To  purchase  information  about  the 
rules  and  regulations  of  individual 
boards  or  the  procedures  followed 
in  a  formal  hearing,  contact  the 
State  House  Bookstore. 


State  House  Bookstore 
State  House  -  Room  116 
Boston,  MA  02133 
(617)  727-2834 
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To  determine  which  state  agency  licenses  or  registers  a  profession 
which  is  not  included  in  the  list  of  boards  of  registration  on  the  back 
of  this  brochure,  contact  the  Secretary  of  State's  office,  Citizen 's 
Information  Service. 

(617)  727-7030 

I      i      I      i      ■      ■      1 

Certain  consumer  complaints  which  can  not  be  resolved  by  the 
boards  may  be  taken  to  court  under  Chapter  93 A  -  the  Consumer 
Protection  Act.  This  law  allows  you  to  sue  for  triple  damages  if  you 
can  show  you  were  injured  by  an  "unfair  or  deceptive  act  or  practice" 
(including  violations  of  other  consumer  laws)  and  the  service  provider 
failed  to  respond  reasonably  to  a  93 A  30-Day  Demand  Letter.    For 
more  information,  request  the  brochure,  A  Consumer's  Guide  to  the 
30-Day  Demand  Letter,  from  the  Office  of  Consumer  Affairs. 

(617)  727-7780 

I     1     I     I     ■     I     I 
Depending  on  the  nature  of  your  complaint,  an  agency  in  your 
community  may  be  able  to  provide  assistance.  Check  the  business 
white  pages  of  your  area  telephone  book  for  the  local  Community 
Action  Council,  Consumer  Assistance  Council,  or  Consumer  Protection 
Office. 

I      I      I      I      i      1      I 
The  Better  Business  Bureau  will  follow  up  on  customer  complaints 
made  against  local  businesses.  The  BBB  assists  in  resolving  disputes 


through  conciliation  -  a  mutual  resolution  between  you  and  the 
business  -  or,  if  necessary,  through  arbitration  -  a  legal  process  in 
which  an  arbitrator,  a  trained,  impartial  third  party,  holds  a  hearing. 
For  more  information,  check  the  telephone  book  for  the  Better 
Business  Bureau  in  your  area,  or  call  617-426-9000. 

I      I      ■      I      I      I      i 

If  you  are  unable  to  resolve  your  complaint  through  self-help  or 
local  consumer  group  mediation,  you  may  wish  to  use  the  Small 
Claims  Court.  This  informal  and  inexpensive  forum  is  designed  to 
help  you  settle  disputes  of  $2000  or  less  (treble  damages  for  actions 
brought  under  Chapter  93A)  without  the  aid  of  an  attorney.  For  more 
information  on  the  functions  of  the  Small  Claims  Court  and  its 
procedure,  request  the  brochure,  A  Consumer's  Guide  to  Small  Claims 
Court,  from  the  Office  of  Consumer  Affairs. 

(617)  727-7780 

i     i     i     i     i     i     I 

<5  This  checklist  provides  some  basic 

tVadCSpCVSOYl  Of  pointers  to  help  you  choose  a 

nthpr  tradesperson  or  professional  and 

#  receive  satisfactory  service.  You  can 

pfOjCSSlOHCtl  prevent  problems  from  occurring 

by  doing  a  little  work  up  front. 

□  Is  the  tradesperson  or  professional  properly  licensed?  Verify  the 
license  by  calling  the  applicable  licensing  board.  (Check  the  list 
included  in  this  brochure.  The  boards  do  not  provide  references.) 

□  What  is  the  person's  experience?  How  many  years  in  business? 

□  What  is  the  person's  record  of  service?  Get  referrals  from  friends, 
family  or  neighbors.  Check  with  the  local  Better  Business  Bureau. 

□  Does  s/he  have  additional  credentials  -  continuing  education  or 
area  of  specialty? 

□  Does  s/he  carry  liability  insurance? 

□  In  the  case  of  health  care  professionals,  what  types  of  insurance 
coverage  does  s/he  accept?  Will  your  insurance  cover  the  service? 

□  Does  s/he  offer  a  guarantee,  warranty,  or  consumer  protection 
policy? 

□  What  will  the  service  cost?  Exactly  what  are  you  getting  for  your 
money?  To  be  sure  the  expectations  are  clear,  you  should  get  the 
agreement  in  writing. 


Division  of  Registration 

100  Cambridge  Street  ♦  Room  1520  ♦  Boston,  Mass.  02202 
General  Information 617-727-3074 

Boards  of  Registration 

Allied  Health  Professionals 727-3071 

(Occupational  Therapists  and  Assistants,  Physical  Therapists  and 

Assistants,  Athletic  Trainers) 
Allied  Mental  Health  Professionals 727-3080 

(Mental  Health  Counselors,  Marriage  and  Family  Therapists, 

Rehabilitation  Counselors  and  Educational  Psychologists) 

Architects 727-3072 

Barbers 727-7367 

Chiropractors 727-3093 

Cosmetologists  and  Shops 727-9940 

(Hairdressers,  Aestheticians  and  Manicurists) 

Dentists  and  Dental  Hygienists 727-9928 

Dispensing  Opticians 727-3093 

Drinking  Water  Supply  Facilities  Operators 727-3067 

Electricians  and  Burglar  and  Fire  Alarm  System  Installers 727-9931 

Electrologists 727-9957 

Engineers  and  Land  Surveyors 727-9957 

Funeral  Directors  and  Embalmers 727-1718 

Health  Officers 727-3069 

Landscape  Architects 727-3072 

Nurses 727-9961 

Nursing  Home  Administrators 727-3069 

Optometrists 727-3093 

Pharmacists  and  Pharmacies 727-9953 

Physician  Assistants 727-3069 

Plumbers  and  Gas  Fitters 727-9952 

Podiatrists N 727-1747 

Psychologists.. 727-9925 

Public  Accountants 727-1806 

Radio/TV  Technicians 727-3067 

Real  Estate  Brokers  and  Salespersons 727-2373 

Real  Estate  Appraisers 727-3055 

Respiratory  Therapists 727-1747 

Sanitarians 727-3072 

Social  Workers 727-3073 

Speech  Pathologists  and  Audiologists 727-1747 

Veterinarians 727-3080 

Legal  Unit 727-7641 

Office  of  Investigations 

Boston 727-7406 
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